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Abstract  
   This  dissertation  was  written  as  a  part  of  the  MSc  in  ICT  Systems  at  the  Interna-­‐
tional  Hellenic  University.  Its  target  is  to  provide  suggestions  to  a  very  successful  out-­‐
sourcing  company  in  software  telecommunication  industry,  Intracom  telecom  SA,  in  
order  to  enhance  its  promoting  practices  and  finally  expand  in  size  and  business.  The  
contents  of  this  dissertation  include  the  analysis  of  key  aspects  of  success  for  an  out-­‐
sourcing  telecom  provider  in  today’s  competitive  environment.  In  parallel  competitor’s  
profile  and  marketing  campaigns  are  studied.  Proposals  to  the  company  are  given  for  
up  to  date  marketing  trends.  All  the  above  suggestions  are  based  on  research  on  bibli-­‐
ography,  internet,  and  case  studies  and  also  extended  analysis  of  competitors  market-­‐
ing  tactics.  
   This  dissertation  was  a  great  chance  to  understand  better  the  big  competition  in  
modern  worldwide  telecom  market,  to  see  in  practice  software  development  life  cycle  
and  build  competence  in  technologies  such  as  UMTS,  LTE,  IMS.  Additionally  the  cus-­‐
tomer  requirements  of  telecom  operators  to  their  vendors  were  written  down  and  un-­‐
derstood  and  suggestions  to  this  direction  were  given.  A  questionnaire  that  includes  all  
customer  requirements  based  on  various  sources  and  marketing  proposals  for  the  
company,  was  prepared,  in  terms  of  research  methodology.  
   Finally,  this  dissertation  is  the  outcome  of  close  cooperation  and  strong  support  of  
both  of  my  supervisors,  Mr  G.Giaglis  and  Mr  D.Stogiannaris.  Despite  their  demanding  
program,  Mr  G.Giaglis  as  deputy  dean  of  university  of  Athens  and  instructor  of  the  rel-­‐
evant  course  marketing  and  strategies  of  telecom  companies  in  IHU  and  Mr  
D.Stogiannaris,  as  section  manager  of  INTRACOM  telecom  SA,  were  always  very  close  
to  me,  to  inspire  me  with  their  comments,  to  give  me  clarifications,  and  to  hear  my  
findings  and  ideas.  As  supervisors  were  very  supportive  and  each  of  them  contributed  
to  this  dissertation  giving  different  aspects  on  research,  based  on  their  roles.  Professor  
G.Giaglis  gave  the  appropriate  directions  in  order  to  fulfill  the  requirements  of  this  dis-­‐
sertation.  He  provided  me  with  valuable  comments  during  the  entire  preparation  of  
this  dissertation  and  helped  me,  from  academic  aspect,  to  document  my  findings  and  
my  ideas.  Mr  D.Stogiannaris,  as  section  manager  of  Intracom  telecom,  supplied  me  
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with  all  the  relevant  material,  which  was  needed  in  order  to  understand  today’s  com-­‐
petitive  telecom  market.  All  of  our  discussions  were  very  constructive  and  fruitful  for  
my  research  proposals.  He  was  very  reachable  and  immediate  in  giving  me  clarifica-­‐
tions.  
     To  sum  up,  the  entire  preparation  of  this  dissertation  was  a  very  challenging  and  
interesting  experience  and  offered  me  a  great  chance  to  meet  telecoms  from  a  differ-­‐
ent  point  of  view,  marketing  aspect.    
  
                                                   Doulgeroglou  Eleni  
                                                   29/06/2012  
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1. Executive  summary  
   The  purpose  of  this  dissertation  is  to  perform  a  strategic  and  marketing  analysis  for  
a  very  successful  telecom  R&D  outsourcing  company,  Intracom  Telecom  SA.  The  final  
goal  of  the  dissertation  is  to  provide  recommendations  that  will  help  the  company  to  
be  expanded  in  new  markets.  
In  first  chapter,  the  research  methodology  that  is  used  is  briefly  described.  The  re-­‐
sources  that  were  exploited  during  the  preparation  of  this  dissertation  are  mentioned.  
Literature,  articles,  internal  material  of  the  company,  case  studies  and  many  other  
sources,  that  were  assessed,  are  stated.  A  questionnaire  with  strategic  data  and  mar-­‐
keting  ideas,  which  was  discussed  with  executive  managers  of  Intracom  Telecom,  is  
attached.  
In  the  second  chapter  of  the  dissertation,  R&D  telecom  outsourcing  aspects  are  ana-­‐
lyzed,  in  theoretical  basis.  Some  general  data  about  R&D  outsourcing  from  bibliog-­‐
raphy  are  given,  reasons  for  performing  R&D  outsourcing  are  written  down  and  criteria  
for  the  selection  of  suppliers  are  defined.  
In  the  second  chapter,  the  profile  of  Intracom  telecom,  a  well-­‐established  telecom  
R&D  outsourcing  company  is  sketched  out.  Data  about  its  employees  and  its  portfolio  
are  given.  The  Software  Development  Centre  (SDC)  of  Intracom  telecom  and  its  charac-­‐
teristics  are  studied.  
In  the  third  part  of  the  dissertation,  the  intention  of  the  company  to  be  extended  to  
new  markets,  in  connection  to  internal  environment  (SWOT  analysis)  and  external  en-­‐
vironment  (PESTLE  analysis)  is  analyzed.  
In  the  fourth  chapter,  a  marketing  analysis  is  following.  This  chapter  includes  proposals  
to  the  company  for  differentiation  and  innovation.  Moreover  the  role  of  the  university  
in  R&D  is  analyzed  and  cooperation  with  it,  as  strategic  research  partner  is  suggested.  
Aspects  of  event  management  are  described  and  triggering  events  are  recommended.  
Acquisition  of  technical  certificates  and  performance  awards,  in  order  for  the  company  
to  enforce  its  presence  in  R&D  telecom  outsourcing  market,  are  between  the  market-­‐
ing  proposals  to  the  company.  
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2. Research  methodology  
The  research  methodology  that  was  used  during  the  elaboration  of  this  dissertation  is  
described  in  the  following  steps:  
1. The  research  problem  was  formulated.  The  target  of  the  thesis  was  defined  and  
all  aspects  were  clarified.  This  dissertation  based  on  input  from  bibliography,  
internet,  internal  material  of  the  company  and  a  number  of  interviews  from  
executive  managers  of  the  organization.  
2. Reviewing  literature.  A  variety  of  books  for  telecom  strategies  and  manage-­‐
ment,  R&D  outsourcing  and  Customer  Relationship  Management  was  used  as  
input.  
3. Using  web.  Many  relevant  case  studies,  white  papers,  reports  about  other  R&D  
telecom  suppliers  were  assessed.  Web  pages  of  competitors  were  also  evaluat-­‐
ed.  Articles  from  newspapers  were  also  used  as  input.  
4. Internal  material.  Material  with  internal  data  for  Intracom  telecom  SA  was  
used.  
5. Interviews.  A  number  of  interviews  with  executive  managers  of  Intracom  Tele-­‐
com  SA  were  held.  Questionnaire  covers  questions  about  the  strategy  of  the  
company  and  discusses  recommendations  about  its  marketing.  The  relevant  
questionnaire  is  included  in  the  sixth  chapter.  
6. Data  were  collected  and  classified.  Project  report  was  written.  
  
NOTE:  Questionnaire  is  attached  on  last  chapter.  
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3. Introduction  
3.1 R  &  D  telecom  Outsourcing  
3.1.1 General  information  
  
Outsourcing  as  described  in  the  bibliography  [14]  is  “…the  transferring  of  an  inter-­‐
nal  business  function,  plus  any  associated  assets,  to  an  external  supplier  or  service  pro-­‐
vider  who  offers  a  defined  for  a  specified  period  of  time,  at  an  agreed  but  probably  
qualified  price.”The  outsourcing  company  is  always  characterized  by  specialism  in  the  
outsourced  product  and  adds  value  on  it.  Its  performance  is  checked  by  a  number  of  
indicators.  
Outsourcing  activities  can  be  divided  into  categories:  horizontal  services  and  verti-­‐
cal  focused  services.  Horizontal  services  include  finance  and  accounting,  customer  ser-­‐
vice,  transaction  processing,  human  resources,  content  development,  financial  re-­‐
search  and  high-­‐end  engineering.  In  vertical  focused  services  are  taken  in  healthcare,  
financial  services,  insurance  and  airlines  services.  Outsourcing  is  most  common  in  hori-­‐
zontal  services.  R&D  is  included  in  high-­‐end  engineering.  It  is  a  very  complicated  func-­‐
tion  and  performed  by  high-­‐skilled  personnel.  R&D  is  also  considered  as  very  complex  
to  be  maintained,  because  of  its  fast  changing  character  and  relevant  data  are  well  
protected.  Nowadays,  outsourcing  R&D  activities  to  specialized  professionals  is  a  
common  practice  for  big  corporate  firms.  
There  are  many  reasons  for  a  company  to  perform  outsourcing.  Many  researchers  
have  developed  this  issue.  The  most  important  are  to  obtain  expertise,  to  increase  or-­‐
ganization‘s  flexibility,  to  reduce  cost,  to  increase  productivity  and  reduce  “time  to  
market”  for  products  and  services.  Other  secondary  reasons  are  to  increase  qualified-­‐
personnel,  to  have  access  in  process  innovation  etc.  There  are  many  references  in  bib-­‐
liography  regarding  the  benefits  of  outsourcing.  In  particular,  Goeddell  et  al  (2001)  
recommended  that  with  outsourcing  R&D,  telecom  service  providers  will  more  easily  
lean  into  the  vast  innovative  potential  of  the  market.  Chesbrough  stated  a  company  
user  29/10/12 1:32 PM
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does  not  have  to  own  its  R&D  in  order  to  have  benefits  from  it.  Caudy  (2001)  suggest-­‐
ed  R&D  outsourcing  for  companies  that  want  to  enhance  innovation  sector  and  im-­‐
prove  its  overall  performance.  Tables  below  depict  some  of  the  reasons,  why  a  com-­‐




Picture  1:  Reasons  for  outsourcing  in  percentages  
  
3.1.2 Key  aspects  for  outsourcing  R&D  
  
One  of  the  most  critical  aspects  in  outsourcing  R&D  for  an  organization  is  the  selec-­‐
tion  of  supplier.  Behind  this  selection  there  is  a  whole  strategy,  “outsourcing  strategy”,  
that  enables  company  to  find  the  proper  supplier  and  reach  its  targets.  This  strategy,  
the  latest  years,  becomes  more  important  as  more  activities  outsourced  and  relation-­‐
ships  with  vendors  become  longer.  The  cost  of  service  is  one  of  the  dominant  factors  
of  selection  in  all  cases.  Quality  of  services,  overall  performance  of  vendor,  statistics  
and  key  performance  indicators  (KPIs)  of  supplier  in  existing  customers,  are  also  con-­‐
sidered.  Experience  and  special  skills,  competence  level  of  personnel  of  outsourcing  
company,  especially  in  R&D  outsourcing  case,  is  very  important.  
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Security,  in  terms  of  confidentiality,  availability  and  integrity,  should  be  also  en-­‐
sured,  since  R&D  data  are  very  sensitive.  The  type  of  security  metrics  that  outsourcing  
company  has,  the  specialized  security  personnel  and  the  possible  alerts,  in  case  of  a  
malicious  attack,  should  be  contemplated.  Today  in  the  era  of  the  new  network  con-­‐
figuration,  IP  network,  the  extra  safeguards  in  ICT  are  essentials.  Network  operators  





Picture  2:  Threats  in  telecom  networks  [21]  
  
Flexibility  of  provider,  in  terms  of  big  or  low  work  load  should  be  also  assessed.  
Close  communication  and  cooperation  with  academic  staff,  research  institutes  and  
governmental  laboratories  are  positively  marked.  Cultural  compatibility  between  out-­‐
sourcing  R&D  supplier  and  customer  is  very  important  for  smooth  cooperation  and  
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Picture  3:    Proper  R&D  outsourcing  partners.  
  
  
Since  the  latest  years  more  and  more  companies,  based  on  open  innovation  con-­‐
cept,  outsource  their  R&D,  many  strategies  and  models  have  been  developed.  For  ex-­‐
ample,  “Four  collaboration  Enablers”  is  a  model  that  a  company  can  based  on  it  in  or-­‐
der  to  find  the  proper  outsource  partner.  Outsourcing  Company  is  evaluated  in  many  
sectors  and  decisions,  about  establishing  a  new  cooperation  between  supplier  and  cus-­‐
tomer  or  the  resumption  of  a  current  cooperation,  are  taken.  Criteria  include  assessing  
of  management  skills,  competence  level,  communication  skills,  teamwork,  responding  
to  market  pressure,  to  new  opportunities  and  current  trends  and  a  big  variety  of  other  
skill.  Below  is  depicted,  the  four  collaboration  enablers,  as  an  example  of  one  of  the  
tools  that  exist  and  help  companies  to  find  the  right  outsourcing  partner.  
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Picture  4:    Four  collaboration  enablers.  
  
  
After  the  selection  of  the  right  partner,  the  business  model,  which  is  translated  to  
the  relationship  between  the  supplier  and  the  customer,  has  to  be  defined.  This  busi-­‐
ness  model  should  be  accompanied  by  a  clear  statement  of  work  (SOW)  from  both  
sides.  Key  aspects  in  relationship  level  for  a  “win-­‐win”  cooperation  is  trust,  responsive-­‐
ness,  confidence  and  innovation.  Further  analysis  will  be  performed  in  Customer  Rela-­‐
tionship  Management  chapter.  The  final  step  for  starting  collaboration  is  the  transfer  
of  core  competences,  from  in-­‐house  R&D  department  to  R&D  outsourcing  company.  
At  this  stage  documentation  is  very  important.  
  
3.2   Intracom  telecom  
3.2.1 General  information  
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   Intracom  telecom  is  a  recognized  international  telecommunication  systems  vendor  
operating  in  EEMEA  (Eastern  Europe,  Middle  East  &  Africa),  CIS  and  APAC  (Asia  Pacific).  
Company  has  a  35  year  experience  that  gives  to  it  the  big  advantage  of  know  how  in  
the  telecom  market.  Intracom  telecom‘s  strong  operational  presence  includes  opera-­‐
tions  in  sixteen  countries  exports  to  one  hundred  renowned  customers,  fixed-­‐mobile  
operators,  public  authorities  and  big  enterprises,  over  fifty  countries.  Intracom  tele-­‐
com  has  over  2000  highly-­‐skilled  employees  in  Greece  and  abroad.  
Intracom  telecom  has  an  excellence  innovative  presence  in  the  wireless  access  and  
transmission  and  offers  to  its  customers  a  very  competitive  package  of  services.  Com-­‐
pany  offers  to  investments  a  big  part  of  its  revenue,  about  7%,  in  order  to  develop  cut-­‐
ting  edge  products  and  solutions.  In  parallel,  in  house  R&D  activities,  makes  intracom  
as  one  of  the  major  players  in  telecom  scene.  Intracom  telecom  is  widely  recognized  as  
one  of  the  vendors  that  produces  high  technology.  Additionally  it  has  very  important  
partnerships  with  other  significant  vendors  and  close  cooperation  with  major  academic  
institutes.  Its  shareholders  are  Sitronics  and  Intracom  Holdings.  
  
3.2.2 Human  Resources  
  
Intracom  telecom  recognizes  human  resources  as  the  “most  valuable  asset”  of  the  
company.  Intracom  telecom  respects  and  invests  on  technical  skills  of  its  own  people.  
Employees’  competence,  expertise  and  commitment  exceed  customers’  expectations  
and  offer  qualitative  state  of  the  art  services.  The  group  of  2028  highly-­‐skilled  employ-­‐
ees  of  intracom  telecom  is  distributed  in  project  implementation  &  customer  support,  
research  &  development,  production,  marketing  and  sales  and  other  productive  func-­‐
tions.  The  biggest  percentage  of  employees  has  post  graduated  from  a  university.  Be-­‐
low  diagrams  depict  the  percentage  of  educational  background  and  functional  activi-­‐
ties  of  hr  [30].  
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Intracom  telecom  has  an  enriched  portfolio  that  includes  a  big  variety  of  ICT  ser-­‐
vices  &  solutions,  telecom  software  products  and  broadband  systems.  The  company  
has  also  an  excellence  performance  in  developing  new  products  with  optimized  tech-­‐
nical  and  commercial  features.  Intracom  always  targets  to  quantitatively  and  qualita-­‐
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tively  improve  its  production  capacity  and  to  expand  its  high-­‐standard  customer  tech-­‐
nical  support  services.  
Company‘s  core  business  offerings  include  wireless  networks  system,  telecom  
software  and  a  big  variety  of  ICT  services.  In  wireless  and  networks  field,  intracom  tel-­‐
ecom  has  invested  heavily  in  broadband  systems.  It  is  aligned  with  all  latest  standards  
and  creates  a  big  variety  of  services,  all  in  the  state  of  the  art.  It  also  offers  end  to  end  
solutions,  with  high  complexity  and  best  quality,  in  telecom  software  and  ICT  services  
sectors.  Intracom  telecom  provides  also  maintenance  support  to  its  customers.  The  
most  significant  components/achievements  of  above  categories  are  depicted  below:  
Picture  7:  Product  portfolio  
3.3 Intracom  telecom  SDC  
  
   Intracom  Software  development  centre  (SDC)  was  established  in  early  1981  and  is  
specialized  in  Mobile  Core,  in  Network  Management,  Signaling,  Narrowband,  intelli-­‐
gent  networks  and  VOIP.  SDC  is  characterized  and  distinguished  by  its  engineer’s  high  
Broadband  systems   Telecom  Software   ICT  Services  
 Native  Ethernet  backhaul  
(Omnibas,  omnibas-­‐xr,  ultra-­‐
link)  
 PtMP  Backhaul&  Access  (Wi-­‐
Bas)  
 Hybrid  Backhaul  
 Mobile  Wimax  access  
 Universal  access  
 Multiservice  access  
 Network  management  systems  
 IP  TV  &  multi  play  
 Policy  Management  
 New  Generation  IN  
 Real  time  charging  
 Value  added  services  
 Operation  system  
support  
  
 Multi-­‐Service  Core  Networks  
 Converged  Backhauling  
 Public  &  Private  Cloud  
 Security  (Network  &  Enterprise)  
 Data  Center  &  IT  Infrastructure  
Optimization  
 Advanced  ISP  Services  
 Network  Rollout  &  Field  Services  
 Multi-­‐Vendor  Technical  Support  
 Operation  Outsourcing  &  Man-­‐
aged  Services  
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competence  skills  and  focus  on  the  development  of  own  products  in  the  Wireless  Net-­‐
work  Systems  and  Telecom  Software  areas.  These  areas  present  high  growth  the  latest  
years.  Intracom  telecom  SDC  owns  a  specialized  production  process  and  is  recognized  
as  preferred  partner  for  Ericsson.  
   SDC  has  three  branches,  in  Athens,  Thessaloniki  and  Patra.  Flexibility,  efficiency  
and  expertise  characterize  all  the  branches.  Their  objective  is  to  deliver  high  quality  
software  products  and  to  take  advantage  of  the  agglomerated  know  how  of  previous  
years  in  developing  next  generation  features.  Continuous  training  and  competence  
built  up,  excellent  performance,  commitment  to  targets  and  innovative  ways  of  work-­‐
ing  are  also  characteristics  of  employees  of  SDC.  Centric  value  of  SDC  is  customer  satis-­‐
faction  and  quality  requirement  delivery.  
      SDC  activities  support  all  the  software  development  life  cycle  (SDLC).  It  includes  
analyzing  requirements,  software  development,  verification,  support  &  maintenance  
and  project  management.  Protocols  and  Interfaces  design,  test  case  design  and  execu-­‐
tion  and  configuration  management  are  all  activities  that  are  maintained  by  SDC.  Addi-­‐
tionally  SDC  provides  to  its  customers  24  hours/7  days  support,  maintenance  and  
emergency  solutions.  All  solutions  are  tested  with  a  number  of  enhanced  tools.  Mar-­‐
keting  customizations  also,  with  fast  track  development,  differentiates  SDC  as  supplier.  
The  above  activities  accompanied  with  high  quality  certified  management.  The  work-­‐
ing  model  that  is  used  increases  flexibility,  competence,  innovation  and  time  to  market  
adaptability.  The  first  chart  below  displays  the  distribution  of  employees  regarding  
their  activities.  All  activities  require  high  competence  and  are  characterized  by  high  
quality.  The  second  chart  depicts  the  software  development  life  cycle.  This  SDLC  is  
covered  end  to  end  by  intracom  telecom.  
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Picture  9:  Distribution  of  function  in  SDC.  
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4. Strategic  Analysis  
4.1 Introduction  
 
   SWOT  analysis  is  a  model  that  is  used  by  many  companies  in  order  to  define  their  
strategies  and  stay  competitive  in  market.  In  this  model,  the  internal  environment  is  
considered  in  order  to  evaluate  strengths,  weaknesses,  threats  and  opportunities.  The  
analysis  that  is  performed,  is  assessing  own  company,  customers  and  competitors.  The  
upper  target  of  the  analysis  is  to  define  customer  values  and  competitive  advantages  
in  order  to  ensure  growth.  In  parallel,  resources  and  capabilities  are  investigated  in  




Picture  10:  SWOT  analysis.  
  
PESTLE  analysis  is  very  useful  tool  for  assessing  the  external  environment.  Political,  
economic,  social,  technological  and  environmental  factors  are  analyzed.  Based  on  all  
these  factors,  PESTLE  analysis  helps  an  organization  to  detect  trends  and  define  pat-­‐
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terns,  to  find  alternatives  and  finally  survive  in  a  competitive  environment.  Also,  it  is  
very  important  in  PESTLE  analysis  not  to  evaluate  independently  the  above  factors,  but  
try  to  find  how  they  are  connected  and  this  will  lead  to  strategic  decisions.  Below  the  
PESTLE  model  is  depicted,  with  some  of  considered  aspects.  Legal  factors  are  included  







Picture  11:  PESTLE  analysis  
4.2 Micro  Environment  
  
Firm‘s  internal  environment  is  being  assessed  with  SWOT  analysis.  Intracom‘s  
strengths/limitations  and  opportunities/threats  of  the  environment  will  be  analyzed.  
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As  a  result  of  the  analysis,  the  future  strategic  position  of  the  company  is  proposed  and  
recommendations  for  actions  are  given.  
Based  on  SWOT  model  and  analyzing  the  strengths  of  intracom  telecom,  we  should  
mention  that  the  biggest  strength  of  SDC  R&D  department  is  the  competence  level.  
SDC  is  able  to  support  all  the  software  development  cycle.    The  software  that  is  pro-­‐
duced  in  SDC  is  characterized  by  high  complexity  and  requires  deep  and  advanced  
technical  knowledge  of  the  network,  competence  on  protocols  and  tools.  This  is  also  
referred  in  the  brochures  of  the  organization,  “our  most  valuable  asset,  our  people”.  
The  very  good  performance  of  the  organization  based  on  indicators,  the  level  of  flexi-­‐
bility,  the  experience  in  providing  end  to  end  solutions  and  the  quality  of  the  software  
that  is  delivered  are  also  some  of  the  strengths  of  the  organization.  Very  important  is  
the  fact,  that  SDC  combines  quality  and  reliability  with  low  cost,  in  equilibrium.  The  




Picture  12:  General  project  priorities  for  SDC  
  
Regarding  the  threats,  company  and  SDC  department  do  not  have  to  face  some-­‐
thing  important.  There  are  suppliers,  that  offer  cheaper  services,  but  cost  is  not  only  
the  thing  that  is  required.  As  it  is  also  mentioned  in  bibliography,  “Good  competence  
cannot  be  bought  through  very  low  wages…A  company  cannot  solely  focus  on  wages,  it  
also  needs  to  consider  the  productivity  of  the  employees”,  Bengtsson,  Berggren  and  
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Lind,2005.  Additionally,  in  the  countries  that  provide  very  cheap  services,  a  lot  of  
companies  have  been  moved  latest  and  the  wages  have  gone  up.  
Regarding  the  chances,  the  current  situation  is  that  many  operators  have  decided  
the  rollout  from  GSM/UMTS  to  Long  Term  Evolution  (LTE)  and  IMS  network  
configurations,  due  to  shift  from  voice  to  data.  Operators  need  more  network  capacity,  
and  that  is  translated  to  a  great  opportunity  for  vendors.  The  statistics  display  the  
exact  situation  of  telecom  market.  Until  the  end  of  April  of  2012  seventy  two  
operators,  in  thirty  seven  countries,  shifted  from  GSM/UMTS  to  LTE.  The  biggest  piece  
in  LTE  pipe  has  USA  with  75%  of  LTE  connections  worldwide.  LTE  mobile  infrastructure  
is  expected  to  grow  up  to  40%  from  now,  until  2016.  Investments  on  LTE  radio  network  
and  core  services  are  expected  to  increase  from  $4.1  billion  that  is  today  to $21.1  bil-­‐
lion,  until  2016.  [29]  
     Ericsson  seems  to  be  chosen  as  preferred  LTE  vendor  by  the  majority  of  big  
telecom  operators.  The  diagram  below  was  extracted  by  a  study  that  compares  all  LTE  
telecom  vendors.  Ericsson  is  leader  and  ranked  on  the  top  of  telecom  suppliers,  
regarding  the  ability  to  execute  and  completeness  of  vision.  The  source  is  Gartner  (July  
2012).  .  This  situation  seems  to  be  a  great  chance  for  expansion  in  size  for  Intracom  
Telecom  and  is  expected  to  increase  its  work  load.  Today  also,  the  fact  is  that  
information  increases  more  and  more  its  value.  Practically  this  means  that  more  
subscribers  penetrate  to  wireless  communications  and  operators  want  to  differentiate  
on  services  and  cost,  in  order  to  attract  more  customers.  This  situation  is  a  chance  for  
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Picture  13:  LTE  vendors.  
  
   To  sum  up,  the  contribution  of  SDC  in  the  evolution  of  network  is  very  significant.  
Many  technological  achievements,  such  as  shifting  from  GSM  to  LTE,  projects  for  en-­‐
hancing  capacity,  better  network  performance  and  a  big  variety  of  features  have  been  
implemented  of  SDC  of  Intracom  telecom  with  great  success.  Its  target  is  to  keep  the  
high  quality  that  offers  and  provide  customers  with  more  novel  and  added  value  ser-­‐
vices  in  competitive  prices.  The  analysis  of  micro-­‐environment  capacity  indicates  that  
expansion  of  market  can  be  performed  with  successful  results.  
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4.3 Macro  Environment  
  
In  macro  environment,  political,  economic,  sociological,  technological,  legal  and  
envirironmental  factors  are  considered,  with  PESTLE  analysis.  The  legal  and  environ-­‐
mental  factors  are  assessed  with  previous  ones.  
  
Political  environment:  Greece  is  a  country  with  population  of  11  million  citizens.  It  
is  a  member  of  Europe  Union  from  July  of  1975  and  has  a  stable  political  environment  
the  last  forty  years.  The  financial  crisis  that  broke  out  the  second  semester  of  2008  and  
continues  until  today  has  decimated  the  country’s  economy.  Greek  government  asked  
from  International  Monetary  Foundation  for  an  economical  support.  This  situation  
brought  many  changes.  In  terms  of  restructure  of  the  country,  many  public  organiza-­‐
tions  were  privatized  and  actions  were  performed  in  order  for  Greece  to  attract  for-­‐
eign  investments.  
Financial  crisis  is  a  really  painful  situation  for  Greece.  Many  enterprises  bankrupted  
and  people  lost  their  jobs.  Financial  crisis  has  impacts  in  everyday  life.  Greek  people  
have  squeezed  the  money  that  they  spend  for  not  primary  needs,  including  technology  
and  telecoms.  The  financial  crisis  did  not  affect  unharmed  the  rest  Europe.  Many  coun-­‐
tries  of  Euro  zone,  such  Spain,  Italy,  Portugal  and  Ireland  are  in  front  of  crisis.  Re-­‐
searchers  have  characterized  as  contagious  and  may  affect  other  countries.  
However,  the  hopeful  fact  is  that  the  financial  crisis  affected  limited  telecom  sector  
and  Intracom  telecom.  
  
Economical  environment:  Some  general  data  about  greek  economy  is  that  GDP  is  
about  298.7  billion  US  dollars  in  2011,  based  on  a  report  for    the  World  Bank.The  GDP  
(gross  domestic  product)  is  one  of  the  metrics  of  national  income  and  output  for  a  
country  and  equates  with  the  expenditures  for  all  final  goods  and  services  produced  in  
a  country  for  a  specific  time  period.    Below  it  is  displayed  the  fluctuation  of  GDP  in  
Greece  the  last  years.  The  source  is  the  World  Bank  group.  
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Picture  14:    Historical  data  about  GDP  in  Greece  
  
More  specically  and  in  connection  to  this  dissertation,  financial  crisis  has  the  first  
role  in  this  field  also.However,we  should  mention  that  Intracom  telecom  faced  limited  
consequences  in  terms  of  crisis,  because  it  addresses  to  international  telecom  market.  
According  to  researchers  and  future  predictions,  the  telecommunication  sector  global-­‐
ly    does  not  seem  to  be  affected  from  financial  crisis  until  now.  Demand  paces  are  
growing  up  continiously.  However,  crisis  became  a  stimulation  for  the  company  to  be-­‐
come  more  compepetive  and  more  attractive  for  possible  customers.  .  Additionally,  
the  positive  thing  for  the  country,  it  is  that  organization  contributes  very  positively  to  
greek  economy  and  international  exports.  
  
Sociological  status:  From  sociological  aspect,  ethical  profile  of  intracom  telecom  is  
enforced.  During  a  painful  season  for  Greece,  intracom  telecom  do  not  only  fire  pe-­‐
ople,  but  also  make  a  significant  number  of  hires.  Additionally  company    provides  to  its  
engineers  an  excellent  working  environment,  combined  with  many  other  social  bene-­‐
fits.  It  cares  about  the  health  of  employees  and  their  families  and  supports  them  with  
many  ways.  Intracom  Telcom  is  great  example  of  emloyer.  This  is  the  reason,  for  which  
engineers,that  belong  to  organization,  feel  pleased  and  secure  and  more  and  more  ta-­‐
lented  engineers  want  to  join  it.  
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Technological  status:  In  the  technological  field,  the  changes  are  rapid  the  latest  
years.  The  demand  for  bandwidth  because  of  data  applications  and  visual  networking  
is  huge.  Based  on  a  research  of  Cisco  [13],  the  data  for  traffic  growth  and  latest  tech-­‐
nological  trands  are  the  following:  
-­‐ Mobile  data  traffic  of  previous  year,  2011,  was  2,3  larger  compared  with  the  
one  of  2010.  It  is  more  than  doubled  for  fourth  year  in  sequence.  
-­‐ In  2011  the  data  traffic  was  eight  times  bigger  compared  with  that  of  2000.  
-­‐ The  traffic  generated  by  mobile  video,  during  2011,  exceeded  at  52%,  that  of  
2010.  
-­‐ The  downstream  connection  speed  for  mobile  networking  was  incresead  66%  
during  2011.  
-­‐ A  fourth  generation  (4G)  mobile  connection  created  28  times  more  traffic  com-­‐
pared  with  a  non-­‐4G  mobile  connection  
-­‐ Smartphone  usage  was  three  time  bigger  on  average  from  this  of  2011.  
-­‐ Mobile  connected  tablets  are  expected  to  generate  such  traffic  in  2016,as  the  
whole  global  mobile  network  of  2011.  
-­‐ Total  mobile  traffic  that  is  generated  by  smartphone  in  2016  is  expected  to  be  
50  times  greater  than  today.  
The  graphs  below  depict  the  telecom  global  trends  and  highlight  the  increased  need  
for  extra  bandwidth,  new  network  configuration  and  services.  
  
Picture  15:  Global  Mobile  Data  Traffic  Growth   user  29/10/12 1:45 PM
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Picture  17:  Exabytes  per  month  per  geographic  area.  
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The  outcome  of  both  of  the  analysis  is  that  Intracom  is  performing  excellent.  It  is  
also  seemed  that  financial  crisis  and  technological  evolutions  are  positive  factors  for  a  
possible  expansion  in  new  markets.  So,  company  will  keep  its  performance  and  will  
focus  on  expansion  in  new  markets.  Intracom  Telecom  has  advanced  maturity  and  ac-­‐
cumulated  experience  in  software  development  and  in  telecom  market.  Organization’s  
knowledge  in  network  protocol  design  enables  smooth  transition  to  new  network  con-­‐
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5. Marketing  Analysis  
5.1 Introduction  
 
The  following  chapter  includes  various  marketing  proposals  for  Intracom  tele-­‐
com  SA.  The  target  of  all  these  proposals  is  to  make  suggestions  to  the  company  in  or-­‐
der  to  enforce  its  presence  in  R&D  telecom  market  and  long  term  to  gain  more  cus-­‐
tomers.  These  recommendations  are  based  on  bibliography,  extended  analysis  of  case  
studies  and  white  papers,  Internet  sources  and  competitors’  analysis.    All  the  described  
practices  have  been  tried  successfully  by  big  and  well  established  organizations  in  R&D  
and  also  in  telecom  market.  
The  first  marketing  proposal  is  referred  to  differentiation.  The  four  different  
types  of  differentiation  that  an  R&D  telecom  company  can  follow,  based  on  IDC,  are  
analyzed.    Examples  of  competitors  of  Intracom  telecom  and  the  kind  of  differentiation  
they  have  selected  are  mentioned.  Good  performance  and  collaborative  innovation  
are  recommended,  as  differentiators.  In  all  cases  of  differentiators,  pricing  is  very  im-­‐
portant.  
On  the  second  part  of  this  chapter  the  role  of  the  university  in  R&D  market  is  
analyzed.  University  is  called  as  strategic  research  partner  by  many  marketing  experts.  
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It  can  inspire  innovation  and  creativity  in  an  organization.  A  possible  close  cooperation  
with  an  academic  institution  could  bring  a  lot  of  benefits.  
At  third  part,  event  management  and  its  aspects  are  described.  Triggering  
events  with  all  the  components  of  the  value  chain,  vendors,  operators,  customers  and  
academics  can  result  in  development  of  new  market  products  and  services.  Workshop,  
conferences  and  all  kind  of  events  are  marketing  tactics  that  are  used  by  the  most  of  
the  companies.  
The  fourth  chapter  is  an  attempt  to  include  technical  certificates  offered  by  big  
recognized  organizations,  that  would  emphasize  to  organixation  ‘s  competence  level.  
These  technical  certificates  are  about  different  phases  of  software  development  cycle,  
from  software  design  to  testing.  Additionally,  the  importance  of  security  of  software  
product  is  analyzed,  in  terms  of  customer  requirements,  and  relevant  actions  and  cer-­‐
tificate  are  suggested.  
On  the  last  part,  recommendations  for  achievement  of  performance  awards  by  
outsourcing  organizations  and  enforcement  of  its  ethical  profile,  through  acknowl-­‐
edgements,  are  given.  The  role  of  relevant  organizations,  Outsourcing  Centre  and  
Ethisphere  Institute  is  analyzed.  Moreover,  marketing  tactics,  such  as  triggering  of  
events  and  establish  win-­‐win  situation  are  also  included  in  suggestions  to  the  compa-­‐
ny.  
  
5.2 Differentiation,  good  performance,innovation  
 
One  of  the  major  factors  that  help  a  supplier  to  succeed  in  the  competitive  R&D  
telecom  outsourcing  market  is  to  differentiate  from  other  vendors.  Differentiation  in  
R&D  telecom  can  be  translated  in  many  ways.  According  to  International  Data  Corpo-­‐
ration  (IDC),  there  are  four  major  types  of  differentiation.  IDC  is  an  international  pro-­‐
vider  of  telecom  market  intelligence,  that  many  R&D  telecom  outsourcing  companies  
are  advised,  between  them  competitors  of  Intracom  telecom  SA.  The  first  type  of  dif-­‐
ferentiation  is  through  offering  new  functionality,  new  services  and  products.  In  this  
case,  it  is  very  clear  that  differentiation  is  very  closely  connected  with  innovation.  The  
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second  one  includes  high  delivery  capacity.  For  the  supplier  company,  this  practically  
means  to  have  the  capacity  to  offer  high  quality  services  in  order  to  keep  stability  with  
its  customers.  The  third  one  is  the  cost  effectiveness.  This  factor  appears  very  attrac-­‐
tive  for  clients  in  today’s  increasingly  competitive  market.  Finally,  the  last  one  is  the  
customer  centricity.  Customer  centricity  is  referred  to  the  orientation  of  prioritizing  
client  requirements  than  internal  needs,  such  us  short  term  profit.  Tieto  for  example  
advertises  that  it  is  differentiated  in  customer  centricity  and  cost  efficiency  [33].  Wipro  
insists  on  cost  effectiveness  [31].  Intracom  telecom  SA  uses  a  successful  combination  
with  offering  technical  innovative  and  cost  effective  services.  Intracom  telecom  ‘s  
cloud,  the  latest  response  of  the  company  to  new  market  trends,  is  indicative  of  this  
kind  of  differentiation  [30].  
However  the  R&D  telecom  market  is  very  special  and  differentiation  is  very  dif-­‐
ficult.  According  to  Jacqui  Namsoo  and  Barbara  Lancaster  [20],  telecom  marketing  ana-­‐
lysts,  R&D  telecom  products  that  differentiate  their  vendors  are  short  lived.  The  previ-­‐
ous  analysts  claim  that  a  new  successful  functionality,  offered  by  one  supplier,  is  soon  
offered  less  or  more  differentiated  by  others.  They  claim  that,  during  the  last  years,  
telecom  vendors  tried  to  offer  value  added  differentiators  such  us  sms,  mms,  fax  call  
and  many  others.  All  these  started  as  differentiators  and  finally  lasted  to  be  only  ser-­‐
vices.  So,  previous  marketing  analysts  concluded  that  differentiation  can  be  achieved  
through  good  performance  or  effective  cost,  or  in  ideal  case  with  both  of  them.  Since  
the  telecom  market  is  now  mature,  vendors  should  emphasize  to  keep  their  existing  
clients  and  win  customers  from  their  competitors.  Good  performance  is  the  key  factor  
for  success.  The  real  differentiation  comes  not  only  from  marketing  department,  but  it  
is  in  the  inside  spirit  of  all  company,  including  network  engineers,  IT  department,  man-­‐
agers  and  all  operational  environment.  High  performing  teams  that  concentrate  on  ex-­‐
ploiting  of  all  the  capabilities  of  an  organization  could  be  significant  component  for  
success.  
Differentiation,  as  mentioned  before,  can  be  also  achieved  through  collaborative  
innovation.  As  it  is  stated  in  a  latest  article  [21],  today’s  protagonists  of  telecom  mar-­‐
ket  are  trying  to  approach  differentiation,  through  collaborative  innovation  that  in-­‐
cludes  the  whole  value  chain.  This  means  that  they  try  to  have  close  communication  
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and  cooperation  with  the  entire  telecom  market  pyramid  from  vendors  to  telecom  
companies,  customers  and  academics.  Collaborative  innovation  is  the  key  factor  for  
exploiting  and  exploring  ideas  and  resources.  Exploitation  and  exploration  are  vital  for  
a  vendor,  since  the  first  one  is  needed  in  order  to  secure  the  current  viability  and  the  
second  one  is  critical  for  the  survival  of  organization  in  the  future, Levinthal  and  March  
(1993:  105).  
Innovation  and  new  market  ideas  can  be  retrieved  from  the  internal  environ-­‐
ment  of  a  company,  engineers,  software  programmers  etc.  Organizations,  especially  in  
R&D  can  have  significant  benefits  in  innovation,  if  they  culture  the  proper  environ-­‐
ment.  The  first  step  is  to  inspire  creativity  and  imagination.  As  Ferdinand  Foch  said,  
"The  most  powerful  weapon  on  earth  is  the  human  soul  on  fire".  Giving  people  the  
motives  to  think  outside  the  box,  it  is  very  promising  for  innovation.  Very  important  is  
also  to  acknowledge,  celebrate  and  reward  creative  ideas.  A  prize  or  a  public  recogni-­‐
tion  can  be  very  encouraging.  Additionally,  it  is  very  important  for  people  to  under-­‐
stand  that  innovation  can  start  with  “small”  ideas.  Many  big  ideas  started  as  small  and  
became  at  the  end  big.  
  
  
5.3 R&D  and  University  
  
In  different  sources  of  literature,  universities  are  mentioned  as  strategic  re-­‐
search  partners.  Τhe  concept  of  linear  model  places  universities  at  first  phases  of  
knowledge  and  competence  creation,  during  the  start  up  of  R&D  innovation  projects  
by  companies,  Deeds  and  Rothermal,  2004.  Research  achievements  of  universities  can  
also  offer  a  competitive  advantage  to  the  companies  that  can  absorb  them.  University  
and  academics  is  an  important  R&D  ally,  since  they  offer  different  approach  to  R&D  
innovation,  through  alterative  processes,  decision  support  systems,  incentives  and  tar-­‐
gets.  Exploitation  of  academics  institutions  and  national  research  laboratories  could  
offer  a  diversification  factor  to  companies  in  competitive  R&D  telecom  market.  
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Most  of  Universities  also  have  been  adapted  to  the  market  needs  and  estab-­‐
lished  innovation  and  technological  centers  that  help  companies  to  compete  and  be  to  
up  to  date  with  the  latest  technological  evolutions  and  trends.  Many  R&D  telecom  
companies  advertise  their  cooperation  with  academic  institutions.  For  example,  Nokia  
Siemens  in  terms  of  open  innovation  and  in  order  to  increase  its  innovation  speed  
have  close  research  collaboration  with  world  leading  universities.  Company  advertises    
Between  them  are  BUPT  (Beijing  University  of  Posts  and  Telecommunications),  EPFL  
(Ecole  Polytechnique  Fédérale  de  Lausanne),  ETHZ  (Eidgenössische  Technische  
Hochschule  Zürich),  Helsinki  University  of  Technology,  Massachusetts  Institute  of  









5.4 Event  planning  
 
Event  planning  describes  the  whole  process  to  organize  an  event,  from  the  se-­‐
lection  of  the  topic,  the  participants  and  place  until  performing  all  the  coordination  
activities.  Triggering  events  is  a  marketing  tactic  that  helps  companies  to  meet  possible  
customers,  to  exchange  ideas  and  experiences  and  to  inspire  new  products  and  ser-­‐
vices.  Researchers  Wheelen  and  Hunger  recommend  that  through  organizing  events,  
vendors  trigger  the  need  for  strategic  plan  [36].  Workshops  are  a  great  chance  for  sup-­‐
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pliers  to  expand  their  business  and  to  explore  and  exploit  new  “win-­‐win”  situations,  by  
promoting  services.  In  the  picture  below,  the  different  phases  of  customer  ‘emotions  
are  displayed  during  a  successful  event.  Firstly  potential  customer  is  getting  aware  
about  the  product.  After  that  he/she  declares  interest  and  desire  and  finally  he  pro-­‐
ceeds  in  decision  of  buying  the  product  or  signing  contracts.  
The  biggest  majority  of  the  R&D  telecom  companies  have  understood  the  criti-­‐
cal  sense  of  events.  They  do  not  only  organize  and  participate  in  events,  but  they  em-­‐
phasize  on  them  through  advertisements.  Tieto  for  example  has  event  calendar  that  
depicts  the  events  of  last  years  and  also  the  upcoming  of  the  next  year  [33].  Ericsson  
organizes  events  that  include  the  entire  telecom  value  chain,  from  academics  to  cus-­‐
tomers  [34].  All  the  R&D  telecom  companies  keep  up  to  date  their  web  sites,  with  the  
events  that  organize  and  participate.  The  previous  web  pages  include  enriched  con-­‐
tent,  with  photos,  interviews  etc.  
  
 
Picture  20  :    Marketing  event  phases.  
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5.5 Technical  certificates  
 
Technical  certificates  are  a  formal  recognition  of  competence  capabilities  of  an  
R&D  organization  and  one  of  the  biggest  assets  during  the  selection  as  R&D  outsourc-­‐
ing  partner.  Intracom  telecom  is  recognized  for  its  quality  in  services  that  provide  with  
ISO  certifications  by  the  “Bureau  of  Veritas”.  Extra  recognition  through  certificates  on  
technical  area  and  specifically  in  software  development  would  highlight  company’s  
strong  competence  skills.  The  acquisition  of  CSDP  (Certified  Software  Development  
Professional),  offered  by  a  recognized  organization  with  worldwide  prestige,  like  IEEE,  
would  give  precedence  to  Intracom  Telecom  on  technical  area.  The  certificate  will  con-­‐
tribute  in  increasing  overall  knowledge  of  software  development  lifecycle  and  would  
help  company  to  differentiate.  Additionally  it  would  give  an  extra  acknowledgment  on  
performing  on  real  world  projects.    
CSDP  would  highlight  that  Intracom  telecom  is  an  up  to  dated  company  with  
the  latest  software  development  techniques.  The  certificate  will  also  enhance  the  
overall  pedigree  and  reputation  of  company  in  terms  of  internationally-­‐accepted  certi-­‐
fications  and  helps  it  to  vindicate  more  efficiently  contracts  with  new  customers.  CSDP  
is  a  measurable  proof  of  software  development  skills.Many  well  established  telecom  
companies  are  certified  with  a  CSDP.  Between  them  are  Alcatel  USA,  Cisco  Systems,  
Ericsson  Wireless  Communications,  Nokia  Networks,  Siemens  Corporation,  Corporate  
Research,  Wipro,  InfoTech  and  many  others  [15].  The  preparation  for  CSDP  exams  in-­‐
cludes  Software  engineering  process  models,  software  architecture  and  design,  soft-­‐
ware  engineering  economics,  professionalism  and  professional  practice,  configuration  
management  and  assessing  requirements.  The  picture  below  describes,  the  character-­‐
istics  of  software  development  professional  qualified  with  a  CSDP.  
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Picture  21:  Components  of  a  software  development  professional  
  
Another  certificate  that  is  appearing  to  match  to  Intracom  Telecom‘s  profile  is  
International  Software  Testing  Qualification  Board  (ISTQB).The  certification  is  a  very  
significant  and  professional  recognition  in  software  testing.  It  is  addressed  to  profes-­‐
sional  testers,  test  managers  and  quality  assurance  experts.  It  is  a  very  practical  and  
real  world  need  certification,  offered  by  a  well  established,  dynamic  with  a  very  good  
reputation  organization.  ISTQB  fits  to  Intracom  Telecom‘s  needs,  because  it  will  help  
the  company  to  differentiate  in  competitive  outsourced  market.  In  parallel,  certificate  
promises  that  enhances  testing  capabilities  of  professional  testers,  reduces  risk  and  
offers  test  consistency  and  reusability.  Many  companies  have  enforced  their  technical  
profile  with  ISTQB.  Exams  for  ISTQB  are  organised  by  psychometricians  experts  and  
certificate  is  offered  in  three  levels  Foundation,  Advanced  and  Expert.  
Security  and  confidentiality  issues  have  vital  importance  for  an  R&D  company  
and  its  selection  as  an  outsourcing  partner.  Additionally  today‘s  security  threats  and  
vulnerabilities  have  significantly  increased.  Big  organization,  like  Cisco,  has  identified  
this  risk.  Relevant  data  are  given  in  the  table  below.  Outsourcing  centre  also  empha-­‐
sizes  to  hacktivism  threat  for  cloud  platforms,  in  a  latest  article  [17].  Intracom  Telecom  
places  particular  emphasis  in  confidentiality  issues  and  grants  employees  with  access  
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rights  to  sensitive  and  confidential  data  according  to  their  role.  However  an  extra  ac-­‐
knowledgment  in  the  security  will  give  to  the  company  extra  credentials  and  an  im-­‐
portant  asset  compared  to  the  competitors,  in  a  period  that  all  customers  focus  in  se-­‐
curity  issues  and  consider  it  critical  issue.  The  International  Information  Systems  Secu-­‐
rity  Certification  Consortium,  Inc.  (ISC)²    is  a  non  profit  organization  with  a  worldwide  
reputation  and  recognition  (Gold  Standard)  in  certifying  security  professionals.  The  ac-­‐
quisition  of  (ISC)²  certification  will  enrich  service  portfolio  of  the  company  in  security  
level.  Moreover,  access  to  our  full  spectrum  of  global  resources,  private  informational  
techniques,  confidential  forums  and  peer  networking,  mentoring  and  researching  and  
a  well  being  of  ongoing  information  security  opportunities  will  be  available  through  




Picture  22:    Vulnerability  and  threats  categories.  
  
5.6 Performance  Awards  
5.6.1 Outsourcing  Centre  
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Outsourcing  Centre  is  an  organization  that  its  target  is  the  surveillance  of  
the  relationship  between  outsourcing  companies  and  its  customers.  The  market  
characteristics  that  a  provider  should  have  and  the  quality  of  relationship  between  
the  supplier  and  the  customer,  in  terms  of  satisfaction,  trust,  responsibility  and  
many  other,  are  data  that  collected  and  evaluated  by  Outsourcing  Centre.  Based  on  
the  previous  data,  better  outsourcing  relationship,  companies  have  the  opportunity  
to  be  awarded  every  year.  Between  the  winners  of  the  previous  years  are  also  R&D  
telecom  outsourcing  companies,  for  example  Wipro.  Additionally,  through  these  
awards,  best  practices  are  highlighted,  competitive  advantage  is  created  and  busi-­‐
ness  model  change  and  both  supplier  and  customer  benefit.  
Based  on  an  a  relevant  article,  for  outsourcing  awards  of  2009,  the  compa-­‐
nies  that  awarded  had  the  following  characteristics,  responsive,  professional,  part-­‐
nering,  flexible,  supportive,  honest  and  committed  to  excellence.  These  characteri-­‐
zations  were  given  by  their  customers,  through  interviews.  The  following  figure  de-­‐
picts  the  percentage  of  references  to  each  characteristic  [18].  Customers  seem  to  
focus  on  professional  character  of  the  outsourcing  company  and  its  experience  and  
competence  level.  
Intracom  telecom  is  a  company  that  has  all  the  following  characteristics  and  
can  win  an  award.  This  award  would  give  to  the  company  an  extra  acknowledg-­‐
ment  as  outsourcing  centre  and  give  the  opportunity  to  have  close  communications  
with  an  organization  that  is  specialised  to  outsourcing  business  and  relations.  
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Picture  23:    Characterization  given  by  customers  for  2009  winners  awards.  
  
5.6.2 Performance  Awards  
  
Another  factor  that  seems  to  play  very  significant  role  in  acquisition  of  new  
customers  is  the  way  that  an  outsourcing  company  approaches  them.  Good  
impressions  for  its  profile  can  help  significantly  an  outsourcing  vendor  to  establish  
a  new  cooperation.  This  is  well  documented  in  case  study,  “Risks  in  outsourcing  
R&D  and  possible  way  of  mitigations:  a  case  of  India”.  The  names  of  the  companies  
in  the  previous  paper,  Outcorp,  for  the  R&D  telecom  outsourcing  company,  Telcorp  
for  the  leading  Telecommunication  Company,  customer  and  Devecenter,  
department  of  Telcorp,  are  not  real,  due  to  confidentiality  reasons.  In  this  
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document,  it  is  stated,  that  the  critical  factors  that  lead  Devecenter  to  select  
Outcorp,  as  partner,  was  the  positive  impressions  during  agreements.  Devcenter  
had  not  to  present  an  official  bidding  during  negotiation.  On  the  contrary,  good  
communication  was  strong  factor  to  establish  the  cooperation.  The  following  
abstract  is  extracted  from  the  case  study:  
  
“Devcenter  has  outsourced  activities  to  Outcorp  since  the  year  2000.  
According  to  internal  documents,  the  original  purposes  of  outsourcing  were  to  de-­‐
crease   the   total   costs,   free   resources   and   increase   flexibility.   The   President   of  
Devcenter  informed  that  the  reason  for  choosing  Outcorp  over  other  vendors  within  
the  same  market  was  that  Outcorp’s  presented  a  long-­‐term  plan  for  the  outsourc-­‐
ing  agreement.  This   is   imperative  since  Devcenter’s  products  have   long  life  cycles.  
Furthermore,  Outcorp’s  values  matched  best  with  that  of  Telecorp’s.  However,  it  
is  important  to  mention  that  Devcenter  did  not  arrange  a  formal  bidding  process,  




In  this  direction,  establishing  good  communication  with  customers  and  
creating  positive  impressions  to  them,  ethical  management  and  recognition  in  this  
area,  possibly  through  an  award,  could  help  the  company.  Institute  of  Ethics  
defines  Ethical  management  as  “the  application  of  ethical  values  to  business  
behavior”.  Ethical  management  has  many  aspects  and  applies  in  all  relationship  
types  in  a  company,  company  to  customers,  company  to  employees,  company  to  
suppliers,  and  company  to  shareholders.  Ethical  management  includes  four  “P”s,  
purpose,  people,  planet  and  probity.  In  terms  of  purpose,  company  helps  its  
customers  to  achieve  their  goals  and  create  for  them,  the  circumstances  in  order  to  
succeed.  From  “people’s”  aspect,  long  term  relationships  can  benefit  companies,  
enforce  its  profile  in  market  and  adds  extra  value  to  organization.  The  third  “p”  of  
ethical  management,  planet,  is  referred  to  the  environmental  activity  of  a  
company.  Ethics  in  Management  demand  green  behavior.  At  the  end,  probity  
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imposes  trust,  respect,  transparency,  integrity  and  corporate  responsibility  
between  all  parts  of  the  chain.  
Ethical  management  offers  a  competitive  advantage  to  the  companies  that  
apply  it.  Ethisphere  Institute  is  an  organization  that  is  specialized  in  business  ethics.  
Its  goal  is  to  share  best  practices  in  this  area  and  to  help  companies  to  increase  its  
revenues  through  corporate  responsibility  and  transparency.  Its  logo  is  good,  
smart,  business,  profit.  Ethisphere  claims  that  ethics  can  help  a  company  to  find  
more  customers,  to  be  more  attractive  to  employees,  investors  and  other  partners.  
According  to  Ethisphere,  there  is  a  big  correlation  between  ethical  marketing  
practices  and  long  term  market  successful  presence.  In  the  picture  below,  there  are  












Picture  24:    Benefits  of  business  ethics.  
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Ethisphere  Institute  every  year  awards  the  world‘s  most  ethical  com-­‐
panies  (WME  ).  Candidates  companies  should  answer  to  Ethics  quotient,  in  
order  to  prescribe  an  award.  The  content  of  the  quotient  is  a  number  of  
multiple  choice  questions,  which  aim  to  monitor  the  way  of  thinking  and  
acting  of  the  company.  In  some  cases  some  extra  data  are  needed  for  vali-­‐
dation.  Between  the  winners  there  is  not  ranking  and  all  of  them  are  equal.  
All  the  winners  are  also  announced  in  a  list,  WME  list.  .  Between  the  winners  









5.7 Color  analysis  
  
In  the  last  part  of  the  marketing  analysis,  a  different  perspective  is  given,  colors  in  
the  logo  of  companies  are  analysed.  Many  researchers  have  focus  on  the  significant  
role  that  brand  colour  plays,  since  it  influences  emotionally  the  customer  about  image  
of  the  company.  Colour  is  referred  as  “trade  dress”  or  “silent  salesperson”  from  mar-­‐
keting  experts.  “It  induces  moods  and  emotions,  influences  customers  perceptions  and  
behaviour  and  helps  companies  position  or  differentiate  from  the  competition”  
(Hynes,  2009).  Colour  is  an  important  brand  attribute  that  coveys  different  symbolic  
meanings,  which  are  employed  in  the  creation  ad  maintenance  and  maintenance  of  
brand  images  (Madden  et  al.,  2000),  as  a  tool  for  advertising  persuasiveness.  Addition-­‐
ally,  colour  is  a  costless  way  to  change  the  product.  Below  a  table  about  that  depicts  
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colours  and  their  emotional  impacts  is  given.  Intracom  telecom  prefers  the  red  in  its  
logo.  This  is  also  indicative  of  its  dynamic  presence  in  the  telecommunication  world  
and  also  its  aggressive-­‐  expanding  strategy.  
  
Colours   Clarke&Costall  
(2008)  
Colour  Connotation  
Hynes  (2009)/Other  sources  




Red   Dynamic,   Aggressive,  energet-­‐
ic,powerful  
Yellow/Orange   Energetic   Light,  motivation,  creativity,  
vitality,  exuberant  
Green   Energetic,  healthy   Healthy,  wealthy,  prestigious  
Brown   Durable,  simplistic   Dependable  
  
Picture  25:    Color  analysis.  
6. Questionnaire  
   The  following  questionnaire  was  prepared  during  the  working-­‐out  of  this  disserta-­‐
tion.  It   is  addressed  to  executive  managers  of  Intracom  telecom  SA.  Its  aim  is  to  ana-­‐
lyze  the  intention  of  the  company  to  be  expanded  in  size  and  business.  Details  regard-­‐
ing   the   expansion   are   clarified,   current   situation  of   telecom  market   is   analyzed,   and  
competitors   profile   and   possible   customer’s   is   commented.   Additionally   in   terms   of  
internal  evaluation,  customer  requirements  based  on  bibliography  are  discussed.  Fac-­‐
tors   such   as   portfolio   of   services,   track   record   with   existing   customers,   educational  
level   of   employees,   pricing  model   and  many  others   are   discussed.   Finally   some  pro-­‐
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posals   are   given   to   the   company   in   order   to   enhance   its  marketing   profile.   This   in-­‐
cludes  the  acquisition  of  technical  certificates,  performance  awards,  triggering  events  
and  cooperation  with  academic  institutes.  
  
6.1 Analysis  of  the  expansion  strategy.  
 
1. Could  you  please  give  a  short  description  about  the  products,  solutions  and  
services  that  Intracom  telecom  provides  to  its  customers?  
2. Is  company  interested  in  doing  business  in  new  technical  areas,  e.g.  application  
developments?  Are  you  interested  in  a  cooperation  with  over  the  top  players  e.g.  
Google?  
3. Intracom  telecom  is  focusing  on  expansion  in  new  markets.  Why  do  you  think  that  
now  is  the  right  time  to  perform  this  action?  
4. Please  describe  the  situation  in  R&D  telecom  outsourcing  market.  
a) Which  is  the  number  of  competitors  companies  that  exist?  
b) Are  they  big  companies?  Do  they  have  big  experience  in  the  market?  
c) Do  they  perform  well?  Do  they  have  strong  competence  skills?  
d) Do  they  have  strong  partnerships?  
e) What  is  the  market  share  of  each  competitor?  
  
5. Do  you  think  that  there  is  enough  space  and  chances  for  expansion?  
6. Did  you  attempt  in  the  past  such  an  expansion?  What  were  the  results?  
7. Please  describe  the  profile  of  possible  customers  of  Intracom  telecom.  
a) Are  they  telecom  or  software  companies?  
b) Company  is  targeting  to  specific  markets  or  customers?  
c) Possible  customers  are  big  brand  names  or  even  medium  companies?  
d) Are  you  focusing  only  in  Europe  or  may  be  in  Asia,  America  etc?  
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6.2 Customer  requirements  
 
8. Could  you  please  justify,  give  me  some  reasons  why  a  company  would  prefer  
Intracom  telecom  SA  to  outsource  its  R&D  telecom  activities?  
9. A  possible  customer,  during  the  selection  of  a  partner,  would  be  interested  in  
evaluating  of  the  relationship  between  the  outsourcing  company  and  existing  
customers.  Intracom  telecom  is  recognized  by  Ericsson  for  the  excellent  customer  
service.  Could  you  please  give  some  data  about  the  track  records  of  customer  
satisfaction  and  requirement  commitment?  
10. Please  give  me  some  action  points  that  you  had  performed,  based  on  the  
evaluation  of  data  of  the  previous  question.  
11. What  is  the  duration  of  cooperation  with  Ericsson?  Please  highlight  the  most  
important  key  factors  in  this  long  term  cooperation.  
12. What  is  the  most  important  value  for  Intracom  telecom?  
13. What  is  the  educational  level  of  employees?  What  special  skills  do  they  possess?  
Are  they  keeping  up  with  the  latest  trends  and  by  which  way?  
14. A  possible  customer  will  be  interested  about  quality  infrastructure  of  the  company  
(includes  technology  components  partners  and  current  and  planned  infrastructure  
investments),  in  order  to  assess  its  technical  capabilities.  Could  you  please  
comment  on  this?  
15. For  a  telecom  R&D  company  and  its  customers,  security  is  very  important.  Please  
give  me  some  data  about  the  security  metrics  that  are  implemented  in  the  
company.  
16. A  possible  customer  would  be  interested  about  the  financial  health  of  organization.  
Could  you  please  make  some  comments?  
17. What  is  the  level  of  flexibility  of  the  company  regarding  the  work  load/demand?  Is  
there  an  action  plan  in  case  of  big  or  low  load?  
18. Please  comment  about  the  pricing  model  of  the  company.  
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6.3 Proposals  for  the  company  
 
19. Ethical  management  and  ethical  profile  of  a  company  seem  to  be  very  significant  
factors  for  the  selection  of  an  R&D  outsourcing  partner  from  a  company.  
Ethisphere  Institute  awards  every  year  the  world’s  most  ethical  companies.  Since  
Intracom  telecom  is  an  ethical  company,  do  you  think  that  an  award  like  this  would  
help  the  company  to  find  more  customers?  
20. Outsourcing  centre  organize  Annual  Outsourcing  Excellence  Awards,  in  the  
following  sectors  best  partnership,  best  transition,  best  network  sourcing  and  
many  others…    Between  the  winners  are  R&D  telecom  outsourcing  companies.  Do  
you  think  such  a  kind  of  recognition  would  help  Intracom?  
21. Is  Intracom  telecom  interested  in  attaining  an  extra  recognition  through  technical  
certificates  like  CSDP  offered  by  IEEE  (software  development  certificate),  ISTQB  
(testing  certificate)  and  ISC²  (security  certificate)?  
22. The  following  statement  is  extracted  from  a  latest  article  “European  telecoms  em-­‐
brace  collaborative  innovation”,  by  John  Blau  
’Today,  the  big  players  invoke  an  approach  to  innovation  that  engages  the  en-­‐
tire  value  chain-­‐-­‐operators,  suppliers,  academics,  start-­‐ups,  and  above  all,  cus-­‐
tomers-­‐-­‐in  the  development  of  new  products  and  services.’  
Additionally,  researchers  Wheleen  and  Hunger  suggest  that  “the  need  for  stra-­‐
tegic  planning  caused  by  triggering  events”.  
Do  you  agree  with  previous  approaches?  Do  you  have  close  communication  with  all  
the  components  of  the  entire  value  chain?  Do  you  organise/trigger  events  with  
such  components?  
23. One  of  nine  core  IS  capabilities  by  “Feeny  and  Willcocks”  is  Vendor  development,  
Creating  the  “win-­‐win”  situation  in  which  supplier  increases  its  revenues  by  provid-­‐
ing  services  that  increases  business  profits.  Do  you  agree  with  that  approach?  Are  
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7. Conclusions  
 Intracom   telecom   SA   is   a   very   successful   R&D   telecom  outsourcing   company.   Its  
thirty-­‐five  year  old  track  record   is  a  proof  of   this  successful  presence   in   international  
telecom  market.   Based   on   bibliography   of   outsourcing   theory,   all   the   characteristics  
that   a   telecom  vendor   should  have,   are   fulfilled  by   Intracom   telecom.   Expertise   and  
high  competence  skills  in  R&D,  high  quality  of  offered  services,  very  good  KPIs  with  ex-­‐
isting  customers,  low  cost  and  flexibility  in  resources,  are  the  most  critical  factors  that  
a  telecom  company  assesses  during  the  selection  of  its  outsourcing  partner.  These  all  
are  the  reasons  that   justify  the  characterization  of  the  company  as  preferred  partner  
by  Ericsson  and  give  it  the  possibility  to  be  expanded  in  size  and  market.  
   Intracom telecom invests a lot on its people, as it characterizes them as the most 
valuable asset. The group of 2028 highly-skilled employee exceeds customer expecta-
tion in competence level, expertise and commitment and offers on state of the art ser-
vices. Company’s portfolio is especially enriched and includes  a  big  variety  of  ICT  ser-­‐
vices  &  solutions,  telecom  software  products  and  broadband  systems.).  It  includes  ana-­‐
lyzing  requirements,  software  development,  verification,  support  &  maintenance  and  
project   management.   The   working   model   that   is   used   increases   flexibility,   compe-­‐
tence,  innovation  and  time  to  market  adaptability.  
During   the  analysis  of   intention  of   the  company   to  be  expanded,   the   internal  
and  external  environment  of  the  company  was  assessed.  The  data  revealed  that  com-­‐
pany  has  the  appropriate  resources  and  background  to  be  expanded  in  size  and  mar-­‐
ket.  In  more  details,  the  biggest  strength  of  Intracom  Telecom  SDC  is  the  competence  
level.  SDC  is  able  to  support  all  the  software  development  cycle.    The  software  that  is  
produced   is   characterized  by  high   complexity  and   requires  deep  and  advanced   tech-­‐
nical   knowledge  of   the  network,   competence  on  protocols   and   tools.   The   very   good  
performance   of   the   organization,   the   level   of   flexibility,   the   experience   in   providing  
end  to  end  solutions  and  the  quality  of  the  software  that  is  delivered,  give  to  organiza-­‐
tion  a  significant  competitive  advantage.        
The   external   environment’s   circumstances   seem   to   be   positive   for   this   strategic  
movement  of  expansion.  The  LTE  evolution  and  the  roll  out  of  telecom  operators  from  
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GSM/UMTS   is   a   great   chance   for   Intracom  Telecom   to   be   expanded   in   new  market.  
Additionally  Ericsson  is  the  dominant  LTE  provider  in  operators  and  Intracom  telecom  
is  its  preferred  supplier.  This  is  encouraging  factor  for  SDC  to  be  expanded  in  size  and  
gain  place  in  market  share  inside  Ericsson.  
In  order  for  the  company  to  achieve  its  goal  and  achieve  expansion,  some  mar-­‐
keting  suggestions  are  given.  These  recommendations  are  based  on  bibliography,  ex-­‐
tended  analysis   of   case   studies   and  white  papers,   Internet   sources   and   competitors’  
analysis.    All  the  described  practices  have  been  tried  successfully  by  big  and  well  estab-­‐
lished  organizations  in  R&D  and  also  in  telecom  market.  Recommendations  include  dif-­‐
ferentiation   through   good   performance   and   collaborative   innovation.   Cooperation  
with   universities   and   academic   institutes,   recognized   as   strategic   research   partners,  
could  also  help  company  to  enforce   its  presence   in  telecom  through  offering   innova-­‐
tive  services.  Event  planning  can  also  be  very  fruitful  and  is  a  great  chance  for  suppliers  
such   as   Intracom   telecom   to   expand   their   business   and   to   explore   and   exploit   new  
“win-­‐win”  situations,  by  promoting  services.  
In   technical   level,   extra   recognition   through   certificates  would   highlight   com-­‐
pany’s  strong  competence  skills.  The  acquisition  of  CSDP,  offered  by  a  recognized  or-­‐
ganization  with  worldwide  prestige,  like  IEEE,  would  give  precedence  to  Intracom  Tele-­‐
com  on  technical  area.  Another  certificate  that  is  appearing  to  match  to  Intracom  Tele-­‐
com‘s  profile   is   ISTQB.  The  certification   is  a  very  significant  and  professional   recogni-­‐
tion  in  software  testing.  
Performance  awards  could  help  also  the  company  to  achieve  differentiation  in  
customer   relationship  management   level   and  enforce   its  marketing  profile.   Intracom  
telecom  is  a  company  that  has  all  the  characteristics,  responsive,  professional,  partner-­‐
ing,  flexible,  supportive,  honest  and  committed  to  excellence,  that  are  awarded  from  
organizations  such  as  Outsourcing  Centre  and  Ethisphere  and  could  have  such  kind  of  
recognition.  
To  sum  up,  Intracom  telecom  strategic  decision  to  be  expanded  in  market  and  size,  
fulfil  all  the  prerequisites  to  be  successful,  from  internal  and  external  environment  as-­‐
pect.  This  dissertation  attempted  to  give  some  suggestions,  based  on  bibliography  and  
competitors  analysis,  to  this  direction. user  29/10/12 3:57 PM
Deleted: ... [3]
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